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Department of Technology 
 
 
Department Description 
Recognized as the city’s “engine of change,” the Department of Technology 
supports the local government information infrastructure that promotes the 
delivery of exceptional customer service, increased efficiency and the 
achievement of peak performance by: 
• Providing and sustaining uninterrupted, secure, and reliable information 

systems 
• Developing and instituting information management policy and procedures 
• Ensuring digital equity to eliminate the digital divide that exists in city 

government and in our communities 
 
DoT provides these key service offerings: 
• Maintenance of the city's information management systems 
• Development and management of metronet, the city's telecommunication 

network 
• Citywide telephone services support 
• Citywide mail services support 
• Design and maintenance of the city's website (www.cityofcolumbus.org) 
• Desktop computer support 
• Operation of the government access television channel 
• Mayor’s Action Center 
 
 
Department Mission 
The Department of Technology will leverage technology to make Columbus the 
best-performing municipality in the midwest. 
 

Strategic Priorities for 2005 
 
 
From the Columbus Covenant: 
 
Customer Service 
• Continue to implement the initial phases of a citywide 311 system 
• Institute a customer feedback system for application, mail, and telephone 

services 
• Develop customer service standards and redress policies as a part of service 

level agreements 
• Collaborate with the Department of Health to support where necessary the 

continued successful implementation of that department’s clinical application 
through all the earmarked medical laboratories 
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• Maintain all IT service levels to levels outlined in the individual departmental 
service level agreements. Continue to work to improve overall customer 
relations. 

 
Neighborhoods 
• Continue to provide technology support to streamlining of permitting 

processes and establishment of one-stop permitting center.  Creation and 
maintenance of a citywide tracking system that will incorporate tracking of 
plats, plans and permits throughout the city.    

 
Safety 
• Within the auspices of the 311 project, implement the “hot key” interface to 

the 911 system to facilitate the transfer of non-emergency calls to the 311 call 
center eliminating non relevant workload from the emergency center. 

 

Economic Development and Technology 
• Provide technology support to streamlining of permitting processes and 

establishment of one-stop permitting center. Creation and maintenance of a 
citywide tracking system that will incorporate tracking of plats, plans and 
permits throughout the city.  This includes identification and streamlining of 
the business process rules by which the city meets agreed upon service 
standards. 

• Provide leadership support to initiatives designed to bring more technology 
companies to Columbus (incentives, “technology zone,” and workforce 
development). 

 

Peak Performance 
• Continued Implementation of departmental strategic plans: 

o DoT Strategic Plan 
o City strategic IT plan 
o Integrated Help Desk 
o Staff development 

 
 

Additional Departmental Priorities: 
 
Information Technology Evolution 
During year four of the information technology (IT) evolution, DoT will continue to 
build on the evolution successes of 2004. In accordance with Columbus 
Covenant goals of customer service, economic development and technology and 
peak performance, the following mission critical initiatives are the priorities of 
2005: 
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• Enterprise Data Center 
Final relocation of all major application, file, e-mail and database servers to the 
Arlingate facility to provide improved customer service, increased efficiencies and 
reduction in server management expenses.  Consolidation of the applications 
and functions performed on these servers onto fewer technologically current 
platforms is planned due to the increasing age of the server environment.  
Replace and consolidate older, aging servers where appropriate and within 
capital funding limitations. 

 
• Systems Management Center (SMC or Enterprise Help Desk) 

Improved customer service and increased efficiencies have been gained from 
consolidation of the city’s help desks. Collapsing these discrete entities into a 
single point of contact has enabled the maturation of DoT’s performance 
measurement process. The department continues to gather customer 
requirements to provide accurate, definitive metrics that support the service level 
agreement methodology. In addition, reduction in training and software costs is 
value added. 

 
• Deploy Advanced Management Tools 

Developing systems that support a high-performing city government requires 
advanced IT management tools. To achieve peak performance in 2005, DoT will 
continue to deploy the systems management, network management and security 
management tools. These software tools and hardware will enable the city to 
increase the efficiency of its day-to-day operations by providing a universal 
method for proactively monitoring and managing all mission critical technology 
resources on an enterprise-wide basis. 

 
• Employee Development 

As in the past two years, DoT will continue to partner with Civil Service and Human 
Resources to review, update and write/rewrite the departments classifications 
where necessary to reflect current practices within the information technology 
discipline.  Classifications will continue to be reviewed and rewritten and placed 
within appropriate job families.  In doing so, the department will become more 
competitive and have a better ability to attract and retain qualified individuals to 
staff the many positions within the department. Employees will have a better 
understanding of their job responsibilities and career path. 
 

• Fiscal Management, Administration and Reporting  
DoT will continue its efforts to properly organize and staff its fiscal section with the 
addition of the IT business manager.  Procedures will continue to be reviewed and 
streamlined where possible.  Fiscal reporting will be reviewed and modified to 
ensure that proper financial planning and control is achieved.  Schedules will be 
developed to ensure that all bill payment is timely.  Work will continue on evolving 
and perfecting the charge back model to ensure it recovers all applicable costs, is 
understandable to our customers and provides departmental management metrics. 
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• Disaster Recovery Site Establishment 
The city's data processing capability is at high risk for failure due to a natural or 
man-made disaster.  This initiative is being conducted to avoid not having data 
processing capability for key, mission critical systems.  When the city began the 
consolidation and centralization of technology in January 2001, all decentralized 
servers were moved to the data center.  If a disaster/catastrophe should render the 
data center unusable, there is currently no backup site.  This project would provide 
that backup data processing facility for key business critical as well as safety 
information systems by implementing a disaster recovery site within geographic 
boundaries of the city and with major connections to the city’s network 
infrastructure.  This site will be utilized in the event the city’s main data center 
cannot be used for some period of time.  Mission critical applications such as 
performance, police LEADS, electronic e-mail, and Internet website would be 
moved to this location, re-instituted and processed as quickly as possible to 
maintain the continuity of city services. 
 
 

• Enterprise Security System 
The city is operating in an ever increasingly risky world with regard to cyber 
security.  Threats from both terrorists and commercial hackers continue to 
increase.  This initiative will develop an enterprise security infrastructure consisting 
of software and hardware dedicated to the auditing and monitoring of the city's 
information technology intellectual assets for the availability, integrity and 
confidentiality of vital data housed in the city's data center.  Recent city financial 
audits have demonstrated the need for increased surveillance of the city's data 
warehousing capabilities.  Legislation such as the HIPAA has mandated greater 
vigilance over critical electronic business processes.  Upcoming e-government 
initiatives submit citizen-facing web servers to the increasingly hostile environment 
of the Internet.  A security infrastructure will serve to mitigate these risks and 
provide a secure foundation for future growth. 

 
 

• Unix Server Infrastructure Replacement 
This project initiative will upgrade the UNIX servers that support the Auditor's 
Office, Income Tax, One Stop Shop and Utilities applications.  The current 
operating system will no longer be supported by the vendor after 2005.  The 
hardware, which is becoming aged and unreliable, will be upgraded to include the 
new standard UNIX operating system that will allow the Department of Technology 
to support the next generation of databases that are not compatible with the 
existing operating system.   
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• Citywide Forms Engine Implementation 
This project is to identify, procure and implement a web-based application which 
will take all existing forms currently on the intranet and Internet and allow the 
author to complete the form and submit it on-line.  With additional enhancement to 
the “backroom” functional application, this would allow for the automation of 
information processing on the form so that the entire process is seamless to the 
user and has no manual intervention. Currently, the city's web sites offer the user 
only the ability to print off forms, fill them out in longhand and submit to the proper 
office.  Studies conducted by research groups have shown a substantial costs 
savings by processing on line forms.  A potential savings of $4.76 per form could 
be realized. 

 
• Mail Insertion Equipment Replacement 

Each year DoT processes thousands of pieces of mail that include pay checks, 
direct deposit advices, Municipal Court summons, Income Tax and water bills. 
Various processes include letter insertion, folding & gluing and assignment of 
appropriate postage. The insertion equipment is approaching ten years old and is 
becoming unreliable and expensive to maintain.  Acquisition of repair parts is 
becoming a problem.  This initiative will identify, procure and implement a 
replacement mail inserter at the city data center replacing the current machine. It is 
vital to maintain the mailings of these time sensitive documents. 

 
• Government Channel Television (GTC-3) Facilities Renovation 

To purchase and install permanent remote controlled cameras at key city locations 
for the distribution of video via cable, intranet and Internet.  The cameras would be 
controlled from the GTC-3 production facility through a serial digital interface.  The 
use of remotely controlled cameras provides for operational cost avoidance by 
decreasing the need for a production from two staff members to one.  As the city 
increases its use of video to inform citizens and to communicate and train 
internally via channel 3, the Internet or intranet, it reduces operational cost. 

 
• GTC-3 Analog Equipment Upgrade 

The project includes the rewiring and networking of the GTC-3 studio, control 
room, editing stations and purchase of an edit controller. The renovation will 
position GTC-3 to utilize added capacity provided through the video distribution 
playback head-end installed in 2004 improving product and performance.  
Upgrading the wiring of the control room allows for networking between the control 
room and the editing stations permitting the playback head-end to take advantage 
of digital transport of video files eliminating much of the physical handling of tape. 
Additionally, rewiring of the production control room will provide for stereo sound, 
the broadcast of which is now possible through the playback head-end. Overall, 
the project will add to staff productivity and greatly enhance the look of both facility 
and produced video product. 
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• Fiber Network Infrastructure Build Out 
This initiative will entail the installation of a fiber optic cable link to connect Health, 
Refuse Collection, Water and Piedmont to the city data center.  As a result of 
completing this project, the city will realize cost savings by transitioning off existing 
leased data lines.  This initiative will provide higher bandwidth communications and 
will allow for support of applications such as distance learning, video conferencing, 
voice over IP, video security and facilities monitoring and access control. 

 
• Centrex to PBX Telephone Switching Migration 

This initiative will begin the city’s migration from central telephone switching 
(Centrex) to an environment in which the city provides this facility for itself (PBX). 
The project will include a PBX installation in the downtown area to support the 
citywide migration. Redundant PBX's in concert with the voice over IP (VOIP) 
deployment will reduce recurring telecommunication charges, while providing 
high quality service.  The first phase will utilize Public Safety's PBX system while 
subsequent phases will migrate City Hall and the municipal court building, the 
Beacon Building and 109 N. Front Street to an internal PBX system.  The city will 
realize savings of approximately $100,000 per year by migrating from the current 
Centrex system to an internal PBX system. 
 
 
E-Government   
In 2005, DoT will continue to implement its successful E-Government strategy of 
empowering citizens with increased access to local government services and 
information, and assisting city departments in achieving peak performance, 
business process improvement, and increased efficiencies through the use of 
Internet technologies.  
 
The department intends to expand the city’s customer-focused Internet features 
with the completion of the following three initiatives: 

• Content Management  
• E-Payment Facility 
• Forms Management  

 
Content Management  - In 2004 DoT contracted with an Internet service provider, 
IUPLOAD, to license their web content management system.  This system, when 
fully implemented, will be utilized by DoT and department website coordinators to 
make and manage all changes to city websites.  This system will make it easy to 
manage all web-based content so that the city’s websites will be accurate and 
changes will be made on a timely basis with less effort. Several departments are 
converting to the system in 2004.  The remainder will do so in the first part of 
2005. 

 
E-Payment Facility  - DoT is working with the Auditor’s Office to select, procure 
and implement an E-payment product to provide the citizens the ability to pay 
their income taxes via a credit card payment.  After this initial implementation, 
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this ability will be expanded to other city payment types increasing cash flow and 
expediting payments to the city for various services. 

 
Forms Management  - In 2005 DoT will initiate a project to select, procure and 
implement a forms management system that will be utilized to manage all web-
based forms. Once implemented each application will have the ability to have 
citizens complete and submit their forms to the city over the Internet versus the 
current practice of printing out the form, completing it manually and mailing it to 
the respective city department for action.  

 
Geographic Information System (GIS)    
GIS is a key component in the city’s enterprise information technology 
architecture (identified in the unification layer of DoT’s strategic plan) and a 
foundation for system integration and application deployment. The focal point of 
this foundation is the citywide GIS repository. The repository is a read-only 
database containing information relevant to city services. It currently supports 
customers ranging from city staff using specialized GIS software to citizens using 
the Internet. DoT’s role is the repository custodian, providing secure storage and 
universal access to the city’s GIS data. DoT’s strategic goals for 2005 therefore 
focus on the repository and are in line with the Department of Technology’s 
mission statement.  DoT designed each strategic goal either to improve service 
and support levels available to stakeholders or to eliminate real and perceived 
barriers between stakeholders and the realization of benefits promised of GIS 
since project inception. 
 
Specific goals for 2005 include: 
• Eliminate barriers to the repository and other GIS technologies by developing 

a GIS business plan containing a GIS service catalog, clearly stated billing 
policies and procedures for leveraging DoT GIS services. 

• Improve service and support levels by maturing the citywide GIS repository 
by: 

o Documenting and publishing metadata; 
o Documenting and automating extract transform and load (ETL) 

procedures; 
o Improving and maintaining the accuracy and completeness of the 

repository operations manual; 

• Eliminate barriers to the repository by the development and strategic rollout of 
web-based GIS tools and the integration of these tools in applications tied to 
clear business needs.  

o Publish the repository data browser on the Internet. 
o Provide more neighborhood focused information access through the 

MyNeighborhoods Internet application. 
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• Eliminate barriers to the repository by providing GIS data downloads on the 
city’s GIS Internet site. 

• Eliminate barriers to the repository by integrating it in enterprise applications 
(e.g. 311, CIP, etc.) 

• Eliminate barriers between stakeholders by leveraging the GIS intranet and 
Internet sites to improve communications and awareness of GIS issues and 
successes. 

 
2005 Budget Issues 

 
 
• The recommended budget for the Department of Technology’s internal 

service fund of $20,218,945 includes funding, with an allowance for 
vacancies, for 8 full-time staff in the Technology Director’s Office and 105 full-
time positions in the Information Services Division. 

 
• The Department of Technology implemented its new billing model effective 

January 2004, which provides for most service offerings to be billed on an 
hourly basis.  The department will continue implementation of the model 
throughout 2005 as well as improve the quality of available information to its 
customer agencies. 

  
• The various budgetary components for the Department of Technology reflect 

the consolidation of all funding for data processing, telecommunications and 
other information technology assets, and personnel associated therewith, for 
all executive branch divisions within the department. 

 
• The Telecommunication Division’s 2005 general fund budget provides 

$347,082 for five full-time positions within the division’s mail center, telephone 
services and action center. 

 
• The recommended budget for the Telecommunications cable fund is 

$2,978,205.  Of this amount, $1,348,476 is provided for debt service, primarily 
for the city’s fiber optic network.  Staffing of one part-time and ten full-time 
positions are also included. 
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Budget and Performance Measures Summary 
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